
San Mateo County  
HSA Service Center 

Ed Kiryczun, Manager, Economic Self-Sufficiency 



History 



First Step:  

First Contact Resolution 

BA and Customer 
on phone

Customer walks in

Arrival

Meets with greeter and is 
A) given a ticket

B) given an application to fill out
(customer then fills out and returns paperwork to greeter and 

receives a ticket number

Greeter

PSS reviews application and gives customer options (wait or 
phone for the rest)

Sees PSS

App clearances by OA & spp reg

Customer waits 
in person

NOW OUT of 
SCOPE

Meets with F2F 
BA

Tries up to 3 times

BA calls 
customer

Completes 
Interview

Screens for 
Expedited 

Receive Paper application
-email

-fax
-usps

-dropped off etc.
COS OA clears and MEDS and CalWin

Clear Meds & 
CalWin

COS OA app regs

App Reg 

CMU scans and assigns to intake (MCFS)

CMU Scans

Supe or Lead assigns to worker (BA)

App Assigned to 
BA

0 to 1 business day 5 minutes to 1 business
day 0 to one business day

BA picks up app and 
Begins making calls

BA picks up App

hj
0 to 4 hours

PSS gives customer CF 285 to fill out

Customer 
chooses Phone

Customer returns CF 285  and is asked for Verifs

Customer 
returns forms

Tired of waiting, customer abandons the app/process 

Customer 
abandons

Customer does 
nothing

F2F

Mail

Application arrives through BCW

Customer applies 
through BCW

Web

OR

COS OA attaches to an already active Case

OUT OF 
SCOPE

Bounce Back

Qualifies for 
expedited

Process EBT 
benefits

Send EBT to 
Region for pick-

up

Called three times and didn’t get them or a call back

ES denied, 
Customer is sent 
an appointment

Interview 
incomplete

Phone 
Appointment

Does not Qualify 
for expedited

OR

Customer 
Receives 

appointment 
letter

Before appointment letter arrives

Customer Calls 
800 number

Customer waits 
for scheduled 
appointment

Customer goes 
to regional office

OR

Customer sees 
F2F worker

If customer does nothing for 31 days, it is considered abandoned 
& denied

Customer 
Abandons

OR

PT: 3-5 minutes

DT: 0 minutes

VA: 0

NVA: 3-5 minutes

        %

PT: 5-20 minutes

DT: 0 minutes

VA: 0

NVA: 5-20 minutes

 100 %

PT: 10 min-30 minutes

DT: 0 minutes

VA: 0

NVA: 5-20 minutes

 100 %

PT: 3 minutes

DT: 0 minutes

VA: 0

NVA: 3 minutes

 100 %

PT: 5-20 minutes

DT: 0 minutes

VA: 0

NVA: 5-20 minutes

 90 %

PT: 5-20 minutes

DT: 0 minutes

VA: 0

NVA: 5-20 minutes

 100 %

Assigned to 
MCFS

Supe or lead 
assigns to worker

PT: 2 minutes

DT: 0 minutes

VA: 0

NVA: 2 minutes

 98 %

PT: 10 minutes

DT: 2 minutes

VA: 0

NVA: 12 minutes

 98 %

5 minutes to 1 business
day

5 minutes to 1 business
day

PT: 1- 15 minutes

DT:  1-15minutes

VA: 0

NVA: all minutes

80  %

PT: 1  minutes

DT: 1-5  minutes

VA: 

NVA: minutes

  80 %

PT: 5-10 minutes

DT:  3-5 minutes

VA: 5 minutes

NVA: minutes

 67 %

PT: 20 to 120 minutes

DT: all  minutes

VA: 0

NVA: all minutes

  90 %

PT:  minutes

DT:  minutes

VA: 

NVA: minutes

  %

PT:  1- 5 minutes

DT:  1-5 minutes

VA: 0

NVA: all minutes

90  %

PT:  2-5 minutes

DT:  2 minutes

VA: 0

NVA: all minutes

 90 %

OR

Call center 
answers

0-35 minutes

Review Case for 
Instruction

If no instruction, 
look for available 
agent in CalFresh 

Queue

Transfer to extension of worker provided in narrative (warm 
transfer)

If there are 
instructions

OR
Call is answered 

by CF worker

OR

OR

Case Closed/
abandoned/

denied

Send 

Send Nomi

Process Case 

10
Mail EBT

Need Verifs

OR

DONE

All verifs are 
complete

CW2200 Request Correspondence

10 Day notice 
sent

Case Denied 
Unless provide 
Verifs in 30/60 

days
0-10 days DONE

Case denied/Fail 
to Submit

30 -60 days

Customer calls 
Call Center

I

Interview 
completed

Customer Eligible

OR

DONE

Customer not 
eligible & Denied

0-35 minutes

DONE

Customer has all 
verifs -

APPROVED

OR

PENDED for 10 
Days

Customer verifs 
are needed

APPROVED & DONE

Customer sends 
necessary Verifs 
within 10 days

OR

 Denied & DONE

Customer doesn’t 
send verifs within 10 

days
Denied

31 Days

PT:  1 to 15 minutes

DT: 1 to 15  minutes

VA: 0

NVA: all minutes

 85 %

PT: 1 minutes

DT:  1minutes

VA: 1

NVA: 0 minutes

  100%

PT: 2 minutes

DT:  minutes

VA: 

NVA: minutes

  100%

PT: 1 minutes

DT:  n/a minutes

VA: 

NVA: minutes

  100 %

PT:  2 minutes

DT:  5 minutes

VA: 2 

NVA: 2-5minutes

  100%

PT:  1minutes

DT: 1 minutes

VA: 

NVA: minutes

  100%

PT:   > 60 minutes

DT:  0 minutes

VA: 

NVA: minutes

 100 %

PT: 2 to 3 minutes

DT:  minutes

VA: 

NVA: minutes

  100 %

PT:  30 minutes

DT:  1.5 days

VA: 0

NVA: all minutes

  100 %

PT:  minutes

DT:  minutes

VA: 

NVA: minutes

  %

PT: 5 to 10  minutes

DT: 0 minutes

VA: 0

NVA: all minutes

  100%

PT:  10 to 30 minutes

DT: 0  minutes

VA: 0

NVA: all minutes

 100 %

PT: 10  minutes

DT:  minutes

VA: 

NVA: minutes

  %

PT: 10 to 20 minutes

DT: 0 minutes

VA: 

NVA: minutes

  100%

PT: 20 minutes to one hour

DT:  0 minutes

VA: 20 to one hour

NVA: o

  

100%

PT: 10 minutes

DT: 0  minutes

VA: 

NVA: minutes

  %

PT: 5 to 10 minutes

DT:  0 minutes

VA: 0

NVA:5 to 10 minutes

  n/a%

PT: 10 -30 minutes

DT: 0 minutes

VA: 

NVA: minutes

  100%

PT: 10 minutes to an hour

DT: 0 minutes

VA: 10 to an hour

NVA: 0 minutes

  100%

PT: 1 minutes

DT: 0 minutes

VA: 1

NVA: 0 minutes

 100 %

PT: 5 minutes to an hour

DT:  up to 1 day

VA: 5

NVA: up to 55 minutes

  100%

PT:  30 to 60 minutes

DT:  up to 1 day

VA: 

NVA: minutes

 100 %

PT:  10 to 45 minutes

DT: 30 minutes

VA: 10

NVA: up to 35 minutes

 80 %

PT: 5 to 30 minutes

DT: up to a day

VA: 5

NVA:  5 to 30 minutes

  100%

PT: 10 to 15 minutes

DT:  10 to 15 minutes

VA: 0

NVA: 10 - 15 minutes

  100%

PT:  2 to 6 minutes

DT:  0 minutes

VA: 0

NVA:0  minutes

 90 %

Variable/
customer 
dependen

t

5 to 7 days

Up to 
customer

push

2 to 5 
minutes

OR

PT:  minutes

DT:  minutes

VA: 

NVA: minutes

  %

PT: 10 minutes to an hour

DT: 0 minutes

VA: 10 to an hour

NVA: 0 minutes

  100%

DONE

DONE

PT: 5 to 30 minutes

DT: up to a day

VA: 5

NVA:  5 to 30 minutes

  100%

PT: 5 to 10  minutes

DT: 0 minutes

VA: 0

NVA: all minutes

  100%

PT: 5 to 30 minutes

DT: up to a day

VA: 5

NVA:  5 to 30 minutes

  100%

PT: 10  minutes

DT:  minutes

VA: 

NVA: minutes

  %

OR

Customer does 
not answer

1 hour to 1.5 business days

Denied

PT: 5 to 10  minutes

DT: 0 minutes

VA: 0

NVA: all minutes

  100%

31 Days

OR

Customer 
doesn’t  respond

Either the customer answers 
OR

They have walked in/called us

Contact

PT: 5-10 minutes

VA: all

NVA: 

During the interview, the customer is 
notified and screened for expedited 

services

Interview &
Screen for/Notify 

of Expedited 
Services Customer eligibility is determined 

Determination

Verifs (minimum required verifs, if there is 
a discrepancy between online and self-
reporting NOT in the customer’s favor)

Verifs

If on Phone: Mail or send to Customer 
preferred regional office

If in person: Print immediately, mail, or 
send to customer preferred regional office

Send Card?

PT: 5-10 minutes

VA: 

NVA: 5-10 minutes

PT: 1 minute

VA: 1 minute

NVA: - 

PT: 1 minute

VA: 1 minute

NVA: 0

Make an appointment for the customer to come back/call back 
with the rest of the (minimum required) Verifs

Incomplete 
Verifs

Wait time is up to the customer

We call the customer

Call

Send Appt

Clear, App Reg, 
Send to Bucket/

Worker
0 to ½ day

Arrives by “Mail” 
or BCW

PT: 10 minutes

VA: 10 minutes

NVA: 

PT: 10-15 minutes

VA: 0

NVA: 10-15 minutes

PT: 2 minutes

VA: 0

NVA: 2 minutes

Make an appointment for the customer to 
come back/call back with the rest of the 

(minimum required) Verifs

Missed Appt 
 Send NOMI

3 days

½ to 1 day
If not already cleared, application is cleared  

in MEDS & CalWin (in parallel with the 
other steps)

MEDS & CalWin 
Cleared?

PT: 10-20 minutes

VA:

NVA: 10-20 minutes

2 minutes

App reg & disposition included IF NEEDED 
(Not BCW or “paper”)

Data Entry?

PT: 30 minutes

VA: 

NVA: 30 minutes

From 58+ 

possible steps  

 

 

 

To 9+  

possible  

steps 



What is the purpose of a Call Center? 



L1, L2, L3, and Escalations 

L1 Tasks (0-15 min0 

• Updates 

• BIC, 

• Add an adult w/ RFTHI, 

• EBT re-issuance 

• NOAs,etc  

 

 

L2 Tasks (16 – 30 min) 

• Change in status, 

Discontinuance, SAR7, etc. 

 

 

MediCal L3 Tasks (31 – 45+ min) 

• Retro with all verifs, RV, LIHP, 

Re-evaluations, Recerts 

Escalation Criteria 

 

• Urgent medical need 

(surgery, medication) 

 

• Urgent pregnancy-

related issues 

 

• Food 



Managing Staffing & Resources 

 Scheduling 

 Task time vs. Interaction time (as KPI) 

 L1, L2, & L3 

 Escalations 

 Desk Reference Guide 



Priority Workers 
removing the barriers  

 What is a priority worker(PW?) 

 A priority worker takes care of  

 Escalations 

 Troubleshooting 

 Worker questions 

 Small training needs 

 Larger training needs 

 Desk guide/Reference materials 

 

 Priority Worker to staff ratio ≈ 1:6 

 

 

 



The KPI 
Key Performance Indicators 
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Service Center Call Volume 
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Average Wait Time since launch  
(in minutes) 
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Any Questions? 

 

Ed Kiryczun – ekiryczun@smcgov.org 

 

 Thank you  


